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Start Root Operator Selection Routine 
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Initiate a dialog with a contact 



Identify language variation spoken by the contact 



Determine a skill level with respect to the language variation for each operator 

within a set of operators 



Select an operator whose skill level in the language variation is above a 

predetermined value 
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Transfer the dialog with the contact to the operator 
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Start Expanded Operator Selection Routine 
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Initiate a dialog with a contact 



Receive information requests and responses from the contact and store in 

contact database 



Store a set of predefined language variations in language database 



Generate a set of confidence scores indicating a probability that the contact's 
speech signals fall within the predefined language variations 



Improve contact language variation classification using an inverse-distance 

weighting scheme 



Associate those language variations having an inverse-distance weighted 
confidence score above a predetermined value with the contact 
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Retrieve the language variation associated with the contact from the contact 
database each time the contact calls the call handling system 
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Assign each operator an initial skill level with respect to each of the language 

variations 
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Rate difficulty of each dialog between a contact and an operator 



Associate difficulty rating for the language variation of the dialog with the 
operator and store in an operator database 



Determine operator's overall skill level by averaging the operator's difficulty 
ratings within each language variation 
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Receive a request to connect the contact with an operator 



Retrieve the language variation associated with the contact and identify from the 
operator database those operators having a skill level above a predetermined 
level for the contact's language variation 
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Transfer contact to an available operator having a highest skill level for the 



contact s language vanation 
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Generate a report on the language variations of the contacts calling the call 

center 
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Generate a report on the skill levels of the operators in each of the language J" 

variations 



Generate a report on any language variation disparities between contacts calling 
the call center and the skill level of operators at the call center 
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End 
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